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In such an intense competed society, the success of an enterprise relies on the 
premise: "satisfaction of the customers". Every manager is facing the fact that: 
"The difference between products becomes smaller and smaller, and all the ways 
of sale promotion seem to have been used up; there are more and more 
competitors coming into the market, and the requirements of customers also 
diversity.” In order to outshine others, set up the enterprise's core advantage and 
get the reward from the market. The enterprise should be concerned about 
customers and their needs, and set up a perfect customer service system.  
Domestic PC industry has been developing for a certain time, and in these recent 
years, with the maturity of IT industry and the popularity of PC, a great number 
of computer manufacturers founded and grew up. In these markets, 
homogenization has been a general problem. Therefore, the key point for PC 
Company to get the first mover advantage is that whether they can improve their 
core competence through service creative base on resource they have. 
The paper includes six chapters. Chapter 1 is the introduction, explaining the 
background and motivation of the research, making sure the purpose and 
problems of the research. Chapter 2 and 3 are about the theory on customer 
service. Chapter 2 is the survey on customer service and the present problems of 
domestic customer service, and then comes the customer conception and its 
importance to PC Company. Chapter 3 is the planning of customer service, 
including how to draw up the aim of customer service, the standard of a good 
customer service and the construction and operation of the customer service 
organization. Chapter 4 is an industry analysis of domestic PC industry. It starts 
from the analysis and summarization of the current competitive situation of the 
domestic PC industry, then it studies the characteristics of customer service in 
the industry; and finally it analyses the problems and causes that exist in the 
current PC manufacturer customer services. Chapter 5 is case analysis, 
summarizing experiences and deficiency of a fast growing multinational PC 
manufacturer. Chapter 6 is the conclusion, and it gives some advices for PC 
manufacturers to provide better customer services.  
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第二节  研究目的和内容 
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    这三种学派代表了客户服务发展的一个历程，在一定的阶段内，它们
曾经推动了企业的发展。但是在目前这个高度竞争的市场环境下，这三种
观点都表现出了明显的缺陷。可以看出，如果把客户服务限定得太窄，认


























    1．客户服务的元素 
    客户服务是指确定的社会组织通过一定的方式与相关的社会公众进行
沟通而产生的相互之间的关系。因此我们可知客户服务的元素包括：客户
服务的主题、对象和双方联系沟通的方式。 
    2．客户服务的目的 





    3．客户服务的原则 
    客户服务的基本原则是平等互利，共同发展。任何一种关系要得到维
护和发展，都必须对双方有利，通过相互来往满足双方的需要。 
    4．客户服务的方式 
    客户服务的方式是“内外结合，双向沟通”。客户服务管理一方面要吸
取社会公众意见，以不断完善自身；另一方面，要有效地与外界沟通，使
社会公众认识、了解自己，最后获得社会公众的信任和喜欢。 
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